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Welcome! 
 

Welcome to the first issue of the EIM/ESM Update! Formerly 
the Readiness Roundup, the Update gives EOHHS agencies 
and providers the latest news and information about the  
EIM/ESM application.  

 

This issue of the Update focuses on one of two components of EIM/ESM.  
 
Enterprise Service Management 
 

You may already know about the Enterprise Invoice Management (EIM) 
portion of EIM/ESM. EIM combines online service reporting, invoicing, and 
payments for Executive Office of Health and Human Services  
agencies and their Purchase of Service (POS) providers.  
 
The other component of EIM/ESM is Enterprise Service Management 
(ESM). ESM will be used by the Department of Public Health (DPH) and its 
providers. 
 
ESM integrates service tracking and delivery management across  
multiple DPH programs. ESM enables simplified data collection and  
reporting, online client-based enrollment, and enhanced client referral 
and tracking.  
 

Client Management 
 

ESM has multiple features that streamline client management. ESM: 
 

• Collects personal and demographic information, referrals, and  
insurance information that may be reviewed online by provider or 
DPH staff if the appropriate consent has been granted and the staff 
member has the appropriate security roles.  
 

• Enables providers to keep track of applicant information, including 
multiple referrals, names, addresses, etc. 

 

• Uses client information to determine program eligibility 
and enroll clients into DPH programs.  

 

Eligibility and Enrollment 
 

ESM enables providers to determine client eligibility and  
enrollment online. ESM compares applicant data to program rules to 
make instant eligibility determinations; provider staff can then  
enroll eligible applicants immediately. 
 

ESM enables applicants to submit required intake information only once, 
easing the process for those applying to multiple programs.   
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EIM/ESM Overview 
 

The Executive Office of 
Health and Human  
Services is implementing  
a web-based invoice and 
service management  
system (EIM/ESM) during 
state fiscal year 2007.   
 

EIM/ESM is a single point  
of management for  
invoicing and contracting 
activity between EOHHS 
agencies and POS  
providers.  In addition to 
streamlining invoicing  
and reporting processes, 
EIM/ESM provides a  
central repository of  
information on all POS  
expenditures and  
service delivery.  
 

In addition, EIM/ESM  
provides intake and  
service delivery  
management features  
for the Department of  
Public Health and  
its providers.  
 

EIM/ESM will eventually 
support approximately 
5000 users, processing  
invoices totaling $2.1B  
each year. 
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Service Tracking and Service Plan Management 
 

ESM enables authorized users to track 
services and develop service plans for 
clients.  
 

Through ESM, all clinicians involved  
in the care of a patient can access 
client information online through a 
service plan. Access to the service 
plan is granted to the organization 
that entered the information as well 
as organizations given consent. 
 
Only staff members of an organization 
with consent and the appropriate 
 security roles will have access to the 
service plan information.  
 

Users can also record services provided to a client and maintain clinical information.  
 

ESM provides fields for case notes. It enables users to schedule tasks associated with case  
management, including appointments, planned services, and milestones. 
 
Authorizations 
 

Providers involved in the care of a patient need authorizations to provide certain client services or 
exceed the typical number of units outlined in agency policy guides.  
 

Traditionally, authorization  requests have been submitted by telephone, fax, and mail. ESM  
simplifies the authorization process by establishing a single, paperless method. 
 

Provider staff with the appropriate security roles can now create authorizations for clients and view 
the status of the agency response in real time. 
 
Timeline for Rollout 
 

More Information on ESM will be made available as EIM/ESM is deployed over the course of state 
fiscal year 2007. The EIM/ESM team will be working with providers and agencies to prepare them 
for using EIM/ESM well in advance of scheduled deployments. 
 
 

1-800-421-0938 

We want to hear from you!  Please e-mail any questions, 
feedback, or topics of interest to:  

POS.EIM-ESM@massmail.state.ma.us 

  

 
 The EIM/ESM Update is sponsored by the Executive Office of Health and Human Services. 

 
Virtual Gateway  

Help Desk 
Monday-Friday 
9:00am-5:00pm 
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